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All measures above should be viewed as lower lim-

its. Every effort should be made to continuously 

improve service so that limits can be revised to reflect 

such improvements. Measures should never be moved 

downward, though reporting can reference underlying 

systemic conditions (recession etc.) that may help explain 

systemwide performance declines.

Service Quality Measures 
The following measures are important to monitor in 

terms of both service design and delivery quality.

Service Speed 

This KPI measures service speed as scheduled. The mea-

sure is calculated by dividing in actual platform hours 

(time buses are in service including trip and layover 

time) by revenue miles for each route. This measure is 

important to be monitored as services need to main-

tain reasonable speed to retain and grow ridership. 

Efforts in areas including stop spacing, management of 

intersection congestion, street supervision, and opera-

tor training are all required to maintain higher service 

speeds (through limiting delay). 

Service Mode Service Speed
Arterial BRT Bus 18-21 MPH

Core Arterial Route 15-18 MPH

Supporting Local Services/
Community Circulators 12-15 MPH

Commuter Express Services 30 MPH

Figure 4.9: Service Speed

On-Time Performance 

This KPI measures service reliability as defined by adher-

ence to the published service schedule within a range of 

up to one minute early to five minutes late. 

In order to achieve targeted on-time performance, which 

is measured at timepoints, service running times need to 

be calibrated regularly based on existing conditions and 

best practice operations to achieve the schedule adher-

ence standard. 

IndyGo already has a high KPI for on time performance, 

which may prove achievable with a modified approach 

to scheduling services through the downtown loop (the 

current loop system without layover leads to unreliable 

outbound departures). 

Service Mode On-Time Standard
Bus 90%

Figure 4.10: On-Time Performance

Load Standards 

This service quality KPI establishes load standards for var-

ious vehicle types. These emphasize the acceptability of 

some patrons standing for short distances during peak 

periods, while ensuring seating is available for all riders 

during normal off-peak conditions. 

Service Mode Service Standard
Local Bus Services 125% during peaks

Commuter Express Services 100% during peaks

Figure 4.11: Load Standards

Any vehicle operating at high-speeds on highways for 

extended distances requires all passengers to be seated, 

reducing the maximum load on these services to 100 

percent of seated capacity. 

While loads are typically not a problem area for IndyGo 

now, this may change as service expansion fuels rider-

ship growth. It will be important to monitor loads during 

this period of expansion.

Reporting 
The reporting of the above measures should occur for 

each period between service changes (e.g. three per 

year). An annual report with recommendations respond-

ing to the past year’s performance should be compiled 

for approval in time for implementation of improve-

ments each fall service change. 

This process of monitoring will be especially important 

in tracking service performance over the life of this plan 

to determine if it has met its objective of a regional tran-

sit system with significantly but sustainably increased 

ridership. 


